


Request for Proposal 

RFP 2020-02

Attachment B: Questionnaire XE "SCOPE OF SERVICES" 
In providing your company’s responses to the questions below restate each question in bold face type with your response directly below.  Your company’s proposal, and consequently your responses to the following questions, will be incorporated as part of the contract between your company and the Administrator.  
1. Company Information

1. Give the name and address of your company.  Provide the name, title, address, email, and telephone and fax numbers of the contact person from your company whom we may contact with questions regarding your response.

2. Give a brief history of your company.  Indicate how many years your company has been active in the defined contribution business as it pertains to public sector defined contribution-type plans.  Indicate the period of time for each service, if different, such as investment management for x years, recordkeeping for y years.  Supply an audited financial statement for the most recently closed fiscal year.

3. What is the average number of clients managed by the relationship manager?

4. How many of your employees work on public sector defined contribution-type plans? Provide breakdown by functional area.

5. Describe your policy and any program for workforce diversity.

6. What are your client retention statistics for public sector defined contribution-type plans of the last three years? 
7. Is your company a subsidiary or affiliate of another company? Give full disclosure of all direct or indirect ownership.
8. Describe your errors and omissions coverage.  Describe the various types of insurance coverage and indemnification provided to protect clients, including:

· Risks covered
· Carriers

· Levels

· Limits

· Deductibles

9. Please provide a copy of, or URL link to, your latest SAS 70 report.
2. Experience

1. For how many clients does your company currently provide the requested services? As of 6/30/20 provide the following information. 

	Plan Size
	Number of

Plans
	Average Number of

Years Company has

Provided Service
	Total Assets

	All Defined Contribution Plans (401(a) defined contribution, 457(b), 403(b) and 401(k) Plans, including Public Sector Defined Contribution-Type Plans)
	

	Under 1,000 participants
	
	
	

	1,000 to 9,999 participants
	
	
	

	10,00 to 25,000 participants
	
	
	

	25,000 to 50,000 Participants
	
	
	

	Above 50,000 participants
	
	
	

	Total
	
	
	

	All Public Sector Defined Contribution-Type Plans
	

	Under 1,000 participants
	
	
	

	1,000 to 9,999 participants
	
	
	

	10,00 to 25,000 participants
	
	
	

	25,000 to 50,000 Participants
	
	
	

	Above 50,000 participants
	
	
	

	Total
	
	
	


2. Provide a statement of your company’s strategic commitment to the public sector defined contribution line of business and any documentation or evidence to support this commitment. 

3. Contractual Issues 
1. Has your company been involved in litigation in the last five years or is there any pending litigation arising out of your performance or participation in a defined contribution plan? Exclude routine interpleader actions, garnishments and similar routine matters involving participants and beneficiaries that do not reflect on your performance of your contract.  If so, please describe.

2. Has your company been cited or threatened with citation within the last five years by federal or any state regulators for violations of any state or federal law and impending regulations? If your answer is yes, please describe fully.

3. Has your company had a contract terminated by a client for cause within the last five years? If so, by whom and under what circumstances? Provide the name and telephone number of each client that has terminated your company’s services for cause.

4. Have any public sector clients declined to renew your company within the last five years?  If so, by whom? Provide the name and telephone number of those former clients.

5. Has your firm or an employee or agent of your firm ever had a professional license revoked or suspended in the last five years? If your answer is yes, please describe fully.

6. Is your company authorized to conduct business in the State of Indiana? If not, please attach an opinion of counsel giving his or her opinion as to whether he or she anticipates any difficulties in obtaining all necessary authorizations prior to the effective date of the contract.  Does delivery of all your services comply with all federal and State of Indiana regulations? If not, specify.

7. Provide copies of any public statements made by your company concerning inquiries/requests to your company from any federal or state government entity, committee, or regulatory authorities in the past year.

4. Client Satisfaction

1. How does your company measure and evaluate client satisfaction? How does your company intend to report the results of such measurement to the Administrator?

2. Does your company conduct client specific employee surveys to measure employee satisfaction with its administrative service?  Is the cost of this service included in the fee proposal?  Indicate how you would report survey results to the Administrator and how you propose to improve areas identified as needing improvement.
3. What quality control systems do you have in place? Describe fully.  Describe the quality improvement system you have in place.

5. Transition Plans (if applicable)
1. Describe in detail your transition plan for this account.  Confirm your ability to meet the implementation dates listed in the RFP.  Are you prepared to provide a detailed work plan and flow chart of activities, responsibilities and time frames for conversion of the Plan?
2. In your experience, what are the typical causes of delays during the conversion process?

3. How does your company manage the process to minimize transition delays? Indicate the steps that you would take to minimize the inconvenience and confusion to Plan members.

4. What is the minimum amount of time that your company would require to conduct this conversion? How much notice will your company require to begin this conversion? Provide an estimate of the type and amount of resources that the Administrator would need to provide for you for this transition.

5. How will your company guarantee its stated implementation time frame? Indicate your flexibility to work with the Administrator in determining an acceptable file format for the transition of Plan records.

6. Conversion Team and Experience

1. Regarding your company’s general conversion team staffing, how many employees do you have who work exclusively on conversions? Describe how your conversion team(s) coordinates with the regular client service team and the typical number of conversions a team works on simultaneously.

2. Please provide a list or description of the information that you will need from the Administrator for an effective conversion.

3. List the expected members of the conversion team(s) you will assign to the Plan and provide an outline of their roles and responsibilities, their qualifications, experience, number of years with your company, and primary work location.

4. At the end of the conversion, describe how the conversion team will transition to the ongoing service team.

5. Provide the number of plans, your firm has converted, in the following table.
	
	Number of Plans Converted:

	
	YTD through 9/30/20
	2019
	2018

	All Defined Contribution Plans (including Public Sector-Defined Contribution-type Plans)
	
	
	

	All Defined Contribution Plans with 50,000 or more
active participants
	
	
	

	All Public Sector Defined Contribution-Type Plans
	
	
	

	All Public Sector Defined Contribution-Type Plans with 25,000 or more active participants
	
	
	


6. Over the past three years, what was the average length of time (in time of calendar days) from the date of receipt of data from prior TPA to the date the participants and plan sponsors had access to their accounts?

7. Staffing and Services 
1. Name the person who will have overall, hands on, account management responsibilities for the Plan.  Provide the resume for this individual including his or her qualifications, experience, number of years with your company, and primary work location.  Describe the duties and responsibilities that this person will have.  Please provide a list of their accounts, number of plan participants, members, and length of relationship.

2. Describe the percentage of time this individual will expect to dedicate to the Plan’s account both during the first year and later years of the contract.

3. Describe your organization’s commitment to quality.

4. Describe your procedures for monitoring employer satisfaction and participant satisfaction.

5. A service office, in Indiana, with at least seven field representatives, is mandatory.  Include a job description and function for each staff member.  In addition to the field representatives, indicate how many, if any administrative or clerical personnel will be located there.  Fully describe how your company proposes to handle education support and customer service activities for the Plan.  It should be noted that travel expenses of these individuals are the responsibility of the successful Respondent and must be included in the fee that your company is proposing.  
6. Describe the services the Indiana office will provide.  List the hours the office will be open.  Indicate how emails and after-hours telephone calls will be handled.

7. Provide an overall staffing plan, of all employees, who would assist the Plan.  The staffing plan should include a proposal of what you believe to be an adequate number of licensed and trained customer service representatives who will be able to provide complete customer services, in accordance with the Scope of Services (Exhibit B), including but not limited to: assistance in enrollment, investment information, distribution information, hardship applications, etc.  

8. Fully describe how you propose to increase enrollment and participation of all eligible public employees.

9. Fully describe your outreach and educational efforts, including in an emergency-type environment (e.g., COVID-19).  Indicate the number of group educational events that you propose for the Plan.  Indicate how you propose to coordinate events so that all interested Plan participants/eligible employees throughout the state have an opportunity to attend an event at a convenient time and location.  Also indicate how often you intend to provide such events.

10. Describe how your company retains personnel in sensitive staff positions.  In the event of dedicated Plan personnel departing the company, what is the process for informing the Administrator and replacing such personnel?
11. Indicate whether any of your employees, who will work on the Plan, receive incentive compensation (such as commissions, bonuses or other increased compensation).  For each type of employee indicate the basis under which this incentive compensation is paid.  Fully describe these compensation arrangements and what percentage of each type of employee’s total pay is expected to be provided under the incentive-based arrangement.

12. Describe other operational staff that would be part of the service team.  This could include, but is not limited to: the number of personnel at various levels, their years of experience, and the turnover rates for each level of staff, including senior staff, during the last three years.  
13. How do you assure continuity in the event of absences of assigned staff?

8. Training and Continuing Education

1. What is your company’s policy for initial and ongoing training and licensing of customer service personnel? Include a description of your required licensing and education program.

2. Describe your company’s commitment to continuing education and outside learning.  List any financial or similar incentives provided.

3. Do you have a continuing education program in place for your service personnel to stay current of Plan changes, changes in the law and investments? Please describe.

4. How will your customer service center representatives be trained on the particulars of the Plan? 

9. Customer Service Center/ Operator Assistance

1. Where is your customer service center located? Will your recordkeeping and administrative services also be processed at this location? If not, where will these services be provided?

2. What days/hours will service representatives be available?

3. How many customer service representatives/operators does your company currently employ?

4. Describe the oversight and monitoring activities your company conducts to ensure that the service provided by your representatives meets quality standards.  Describe your standards.  How frequently (as a percentage of total phone time) do supervisors monitor representatives’ conversations?

5. When and how do you escalate participant complaints and inquiries?  How and when do you notify the Administrator of escalated participant complaints and inquiries.
6. How are operator assisted transactions documented?

7. Do you monitor and/or tape live operator calls? Will access to such recordings be made available to the Administrator upon request?

8. Describe the types of transactions your operators are permitted to accept from participants.  Do operators have direct access to the recordkeeping system? If a participant exits your voice response system with a problem, can operators monitor the progress of the attempted transaction?

9. What security procedures do you use at your customer service center to authorize transactions that the participant makes over the phone?

10. Describe your customer service staffing plan to deal with peak volume (e.g., after the issuance of participant statements or a Plan change).

11. On average, how long does it take your company to respond to participant requests in writing and over the telephone? What management procedures do you have in place to monitor response time and quality of the response? What commitment will you make to the Administrator regarding response time?

10. Voice Response, Mobile and Online Systems

1. What security features are in place to ensure only the correct participant is given personal information? Describe your Personal Identification Number (PIN) generation capabilities (for new participants) and on-going PIN administration capabilities.  Describe your multi-factor authentication procedures.
2. What are the routine maintenance periods? Provide statistics for the last twelve (12) months on down time other than routine system maintenance.  How do you control system access?

3. Are these systems integrated into your defined contribution recordkeeping system database? Please describe.  How do you handle changes to pending transactions on these on-line systems?

4. Can your systems be customized to allow for the processing of transactions?

5. Describe the reports that the Administrator will receive relating to call volumes, response time, abandoned calls, number of transactions, etc.  What reporting will be provided on participant website statistics? Please provide sample reports.

6. Describe how your participant website supports online enrollment.

7. Please describe in detail the participant website/online capabilities your firm would offer the Plan.  Provide the address and necessary access codes or passwords so that the Administrator can test your online transaction capabilities.  Indicate the time period for which this access will be available to the Administrator.

8. How is data secured within the system?

9. Describe the level of customization available within your voice response unit (“VRU”) and online services.

10. Can a participant elect to move from the VRU to an operator? When and what services are available?

11. Please describe how system is integrated into your defined contribution recordkeeping system database.  How do you handle changes to pending transactions on these on-line systems?

12. Will you provide a custom landing page or micro-site for the Plan?  Can it be integrated or linked to our proprietary website? 

13. Describe the services and capabilities available through your participant website and mobile services.

14. Describe security measures utilized for participant website and mobile services.  Include descriptions of firewall strategies.

15. Are there any improvements to your participant website and mobile capabilities expected to occur in the next three years?  If so, please describe.
11. Recordkeeping

1. Fully describe your company’s recordkeeping abilities and methodology.
2. Describe what information you maintain in a participant’s account record.

3. Describe your firm’s experience in interfacing on a daily basis with a variety of investment companies.  Please indicate whether there are any products currently offered by the Plan your firm would not be able to service and whether there are any investment companies with which your firm cannot work.  Explain.

4. Describe your procedures for ensuring that the Plan assets are in balance on a daily basis.  
5. Describe your procedures for communicating purchase and sale directions (e.g. transfers, withdrawals, and rollovers) to third parties.

6. Describe your procedures for separately accounting for rollover contributions.

7. How will you maintain Plan records (beneficiary designations, asset allocations, etc.)? 

8. Indicate how you propose to conduct the split of contributions among investment options and reconciling individual participant contributions in accordance with the Administrator requirements and parameters.  Provide a timeline of the process, including time requirements on the receipt of information and confirmation of the receipt of information.  
9. Describe all controls taken to ensure the timeliness of recordkeeping, that each participant’s account complies with all provisions of the Plan and government regulations and that, to the degree required, all forms and authorizations are complete and on file.

10. Explain how errors are handled through your recordkeeping system for:

•
Contributions

•
Withdrawals/Distributions (both over and under-payments)

•
Transfers

•
Rollovers

•
Allocation of earnings

•
Tax reporting

11. Describe your company’s policy and procedures for correcting errors.  Confirm that you will retroactively make corrections due to your company’s error and you will make participants whole at your company’s expense. 
12. What hardware/systems/formats are presently in place for electronic receipt and upload of information from clients? Describe how you propose data would be transmitted to and from the Administrator giving a proposed data transmission plan identifying various types of information expected to be transmitted, how each type of data will be transmitted and what timeframes would be necessary.

13. What types of audits does your company perform on payroll data? How soon after receipt of the files are the audits performed? Describe your process for resolving data discrepancies.

14. In the format below, describe your company’s standards for performance over the last 12 months.  Assume all data, wires or other requests are received in reasonably good condition, before your cutoff time for the day, and that any required employer approvals have been received.  How do you monitor service standards?
	Activity
	Quality standard

(business days)
	Actual Experience

(business days)

	Contribution reconciliation
and posting
	____ days from receipt of payroll data
	

	Withdrawals paid
	____ days from receipt of request
	

	Distributions paid
	____ days from receipt of request
	

	Investment Administrator
transfers processed
	____  days from receipt of request
	

	Confirmations mailed
	____  days from execution of transaction or
          request
	

	Participant statements mailed
	____ days from period end
	


15. For each of the transactions listed above, describe the interface between the Administrator’s staff and your company.

12. Standard Reporting

1. List and describe the reports that your company proposes to prepare for the Administrator.

2. To what extent can these proposed reports be customized? Confirm your ability to provide ad-hoc reporting and describe the limitations, if any, of what the Administrator can request? What is the process for developing customized report formats and delivery mechanisms customized to client requests?

3. What is the timeliness of reports by electronic delivery? Include the average response time to receive standard reports and special reports.

13. Participant Statements

1. Indicate that your company will provide the Administrator with copies of the statements or through on-line file transmission.

2. Please provide a sample statement that you have produced for similar plans.  Confirm that you can personalize your company’s statement for the Plan.

3. Confirm that you can provide quarterly participant statements of account within ten (10) business days of the end of the quarter for the daily valued investment options.

14. Distribution Services

1. What type of distribution options are offered at separation from service or retirement (i.e., lump sum/rollover, systematic withdrawals, etc.)?

2. Describe how you process hardship withdrawals for other plans.

3. Describe how you monitor the age 72 minimum distribution requirements.

15. Plan Support Services and On-line Recordkeeping System Access

1. Detail the information available to the Administrator in the online plan sponsor portal.  
2. Confirm that your company will make available a representative who will assist staff in correctly obtaining access to the database and generating reports.

16. Accounting and Reporting Capability

1. Can your system monitor 402(g), 457(b) catch-ups and 415 limits? Describe.

2. Describe how you handle audit documentation where paperless processing has occurred.

3. Indicate what advisory services you will provide the Administrator in administering its plan in conformance with the appropriate laws and regulations.  Indicate how you will review and inform the Administrator of changes in the law and current legislation potentially affecting the Plan.

4. During State legislative sessions, there are frequently requests for the financial and administrative impacts of proposed Plan modifications that are being considered by the legislature.  Describe your experience in working with public sector clients in addressing legislative requests for information during session and your ability to meet the immediate timeframes that usually accompany these requests.

17. Communication and Education

1. Briefly describe your background and experience in providing public sector defined contribution-type plan communication and education programs.

2. Identify the key elements provided as part of a standard public sector defined contribution-type plan communication and education program package.

3. Provide samples of materials that you have used in similar situations, along with a description of how you will customize these materials for the Plan.  Fully describe your firm’s commitment to customizing these materials.

4. Do you create all of your communication and education material in-house or through third parties?

5. Describe how you intend to ensure that the Administrator is actively involved in the development of the initial and future materials.  Describe how you propose to incorporate the Administrator’s input without delaying the development and production of materials and what turnaround and similar requirements you would impose.

6. Describe how your representatives would respond to questions regarding the investment options, what information would be provided and the approach that the representative would take toward making suggestions or giving advice.  Describe how your representatives will ensure that inquiries are appropriately directed to another party, if needed.

7. Does your firm provide any services (e.g. personal questionnaires, online software) that would help individual participants with financial planning?

8. Would you have permanent employees or contract personnel responsible for providing marketing, communication and educational materials located in Indiana? If so, describe in detail the number of employees, the job duties of each, and location(s) within Indiana where they would be employed.  If not, please detail.
9. Describe the process you use to help plan sponsors measure the effectiveness of ongoing employee education and marketing efforts.

18. Participant Advisory Services

1. Describe the different types of guidance or advice that you offer participants, including online advice, onsite seminars, guidance, managed accounts, one-on-one advisory services, financial wellness services and full financial planning.

2. Describe the difference between your online investment education tools and software from your participant investment advisory services.
3. Do your services:

a. Produce asset allocation recommendations? 

b. Provide recommendations of specific funds?

c. Include savings rate recommendations?

d. Take into account a participant’s assets outside the Plan? 
4. Briefly describe the type and level of indemnification you provide to the Administrator for your advisory services.
5. What is disclosed to participants regarding your fiduciary role with respect to these participant investment advisory services?
6. How many of your existing public sector clients have subscribed for each level of service you offer? 
7. Do you specific investment advice to participants on an in-person basis other than through the on-line advice provider? If yes, briefly describe.
8. For in-person investment advice, how do you manage conflicts of interest?
9. Do you receive additional compensation (including to any subsidiaries) from the participant investment advisory service?  If yes, describe the arrangement as apart of Attachment C.
10. Briefly describe any additional relationships you have with any other advisory or financial wellness providers.
11. Will the Administrator be required to execute a separate contract with your investment advisory service or will it be part of your service contract and agreements?  Is the Administrator able to opt-out of any participant advisory services it deems inconsistent with the Scope of Services outlined in Exhibit B.
19. Custom Option Administration
1. Describe your firm’s ability to provide recordkeeping for custom options (described in the Custom Options’ section of Exhibit A), including your ability to maintain the existing custom options offered by the Plan and to rebalance the portfolios on a quarterly basis.  On what basis and how often do you typically propose to rebalance such portfolios and under what methodology, such as unitization?

2. List ten clients for whom you provide recordkeeping for custom investment funds.  For each, indicate how long you have provided these services and give a brief description of the services provided.

3. Describe any limitations or restrictions your firm would impose in providing services for this type of option.

20. System Capabilities

1. Describe the hardware platform and software system you use in recordkeeping and to administer defined contribution plans.

2. Was the software developed internally, leased, or purchased from another provider? Who has the ultimate responsibility/authority to make sure the software remains current with regard to laws, regulations, client needs, etc.?

3. Describe your maintenance and backup procedures including daily backups, retention timetable and off-site backup storage approach.

4. Describe the method of maintaining plan sponsor and participant history on the system.

5. Describe the valuation methods used by your system.

6. Are internal controls of your recordkeeping system audited by an independent accounting firm on an annual or more frequent basis? If so, please provide a copy of the most recent report.

7. Does the system allow for plan sponsor customization/limits such as transfer frequency, minimum/maximum contribution percentages, withdrawal frequency, and investment election changes?  Please outline any additional cost within Attachment C (Fee Proposal) if necessary.
8. Describe your system’s maximum limits with regard to investment funds, money types, and transfers.

21. Custodial Services

1. Can you process all distribution checks within five business days from receipt of requests?

2. Do you process individual federal and state tax withholding?

3. Do you provide information to plan participants regarding options on distributions?

22. Additional Information

1. Do you provide assistance with IRS audits?

2. Describe the procedures and safeguards you use to protect the confidentiality of information on participants and beneficiaries.

3. Describe your company’s system back-up, security, and disaster recovery procedures.  Are files archived and stored at an off-site location? If so, what is the location? Have procedures been tested? When did you last perform a full-scaled disaster recovery test?

4. Please describe your disaster recovery plan.

5. For any of the services requested, if your company would like to propose an alternative approach to providing the services than the approach described in the RFP, fully describe the alternative(s) and indicate how this alternative approach would provide better overall services to Plan participants.
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